THE COMMONWEALTH OF MASSACHUSETTS

DEPARTMENT OF INDUSTRIAL ACCIDENTS

600 WASHINGTON STREET, 7TH FLOOR
BOSTON, MA 02111

Mitt Romney Jane C. Edmonds
Governor Director, Workforce Development
Kerry Healey Angelo R. Buonopane

Lieutenant Governor Commissioner

ADVI SORY MEMORANDUM

TO ALL MASSACHUSETTS APPROVED UR AGENTS

FROM CATHERI NE FARNAM DI RECTOR, OFFI CE OF HEALTH PQLI CY

DATE: NOVEMBER 12, 2002

RE: REQUI RED PROCEDURE FOR ALL | NTERNAL GRI EVANCES/ COVPLAI NTS

This meno is to advise all Massachusetts approved UR Agents of a new
reporting requirenment by this Departnent, regarding conplaints and
gri evances received frominjured enpl oyees/representative, and/or
ordering practitioners. Beginning January 1, 2003, all Mssachusetts
approved UR Agents will be required to inplenent a formal, witten
internal grievance and conpl aint process. This procedure shal
provide for the tinely docunentation, and resolution of al

conpl ai nt s/ gri evances received by a UR Agent. The procedure is in
addition to the formal UR Conpl aint Process in accordance with 452
CMR 6. 00 et seq..

The internal UR Agent grievance/ conpl aint procedure shoul d include,
but not be limted to the foll ow ng:

Upon notification of a conplaint by an injured enpl oyee/
representative, and/or the ordering practitioner, the UR Agent's

Gri evance Coordi nator or designee, wll review, process, and record
the conplaint on a Conplaint/Gievance Formto be devel oped by the UR
Agent. Wthin ten (10) business days, a witten response to the

conpl aint shall be forwarded to the injured enpl oyee/representative,
and/or the ordering practitioner, and this Departnment, outlining the
nature of the conplaint, and the UR Agent's resolution

Pl ease submt a sanple copy of your conpany's UR Agent

Conmpl ai nt/ Gri evance procedure and formfor review and approval to
Cat herine Farnam Director, Ofice of Health Policy, on/or before
Decenber 31, 2002. Be advised that failure to conply with this



mandat e may j eopardi ze your continued status as an approved UR Agent
for the Cormonweal th of Massachusetts.

Thank you in advance for your assistance in this matter. Please feel

free to contact nme at (617)727-4900 x574 with any questions you have
regardi ng this procedure.

cc: correspondence file



